COMMERCE Program 51 Business MT: 2027 Biennium Objectives, Goals, Strategies and Measures

Objective/Mission: | To create opportunities for Montana small businesses to achieve the American dream.

Foster economic growth and support good paying jobs by strengthening programs, prioritizing outreach, and supporting local partners to assist entrepreneurs
and small businesses with access to programs.

Number of clients receiving technical assistance

Continue to support Provide technical assistance and training for entrepreneurs, small businesses, and Bivicern

high paying job local partners. Administrator | Number of training attendees

Number of jobs supported

Continue to support . ) . . . ivici . .
Provide financial resources for economic development activities. Division Number of businesses assisted

high paying jobs Administrator
Leveraged funds

Test mock applications and reimbursement requests

Reduce regulations in N ) , i ) A~
& Simplify processes and applicants’ documentation requirements. Division

state government Administrator Survey program participants

Improve customer Maintain a statewide network of local partners to improve access to Business MT Number of funding recipients

service, accountability, programs; grow network when additional funding is available. Division Number of clients new to program

and efficiency Administrator

Client satisfaction survey

Improve customer

service, accountability, Increase Business MT outreach efforts in rural and tribal areas. Division Number of rural and/or tribal recipients
and efficiency Administrator



Percentage of assistance programs with online applications and

Bring the State of Provide digital platforms for all Business MT programs. Division e

Montana’s technology

Administrator
into the 21° century

Bring the State of
Montana’s technology When possible, provide online options and recordings for trainings. Division Number of trainings with digital access (on our website, etc.)
into the 21* century Administrator



COMMERCE Program 52 Destination MT: 2027 Biennium Objectives, Goals, Strategies and Measures

Objective/Mission: | Create economic resiliency through responsible tourism growth and management

m Diversify and stabilize Montana’s economy for future tourism and business growth.

Have 15 pilot
community agreements

. Focus funding and technical assistance in rural areas. Apply criteria to identify pilot communities to align Office of Tourism . )
Continue to create more . . ] . ) ) in place with the
. . destination and community development through investment in place-based expansion of tourism assets and Manager, Jamey
high-paying jobs L . : Department of
products that diversify and stabilize local economies. Petersen
Commerce by June 30,
2027.
‘ Improve s.tablllty of tOL.Jrlsm econorTnes thro.Lfgh full expendlturfa of Reglobal Resiliency Imp).lgmentatlon Grant Destination MT Al e sEandiee e
Continue to create more funds for implementation of all regional resiliency plans statewide. Plans include opportunities to create new .. . .
. . . S o . Administrator, final reporting by end
high-paying jobs jobs and support existing jobs through resiliency strategies. _ _
Jennifer Pelej of May 2026

Survey/measure
professional

Film Commissioner development
Develop in-state film production workforce with focus on rural and tribal. Development of Native American and , B

high-paying jobs veteran workforce through support of film-related workforce pipeline/apprentice programs. Allison Whitmer

Continue to create more

festival seminars and
lead by the Montana
Film Office.



Objective/Mission: | Improve stakeholder engagement through transparent reporting and timely communications.

m Improve accessibility and availability for all programs and constituents
_m

‘ ) . . Destination MT Implement single
Improve customer service, Increase transparency of and access to performance of programs. Implement a single metric tracking tool used . . .
L - . . Administrator, metric tracking tool by
accountability and efficiency uniformly across all programs and updated monthly at a minimum ) .
Jennifer Pelej Aug 1, 2025

Define inter-division

communication SOP for
Provide accurate/timely information. Maintain and improve customer service through deliberate and Office of Tourism crisis or other
Improve customer service, collaborative communication beyond current efforts such as Monthly TAC and Commerce leadership meetings; communication that

. - . - . . o . Manager, Jamey ) .
accountability and efficiency Tourism Partner Call six times per year; Made in Montana monthly e-blast; develop inter-division crisis and other . relies on coordination
communication standard operating procedures (SOP). R EE with DMOs and
partners by August 1,

2025

Objective/Mission: | Streamline management of and access to public fund application processes.

m Improve user experience and internal efficiencies in grant application tool.
Strategy __m

Bring the State of Montana’s | I o Kon . q . ¢ ionali Operations and Bulk notification
mprove the ServiceNow Grant system. Continue to work on improving user and constituent functionality to R VTR, functionality,

technology into the 21* i h h R B
century. streamline processes through usage, providing feedback and testing of the grant system. Anna Marie Moe improvements to rank
and review, and metric




tracking functionality
added.




COMMERCE

Objective/Mission:

Strategy

Improve customer service,
accountability, and efficiency

Continue to create more high-
paying jobs

Reduce Regulations in state
government

Bring MT into the 215 century

Program 60 Community MT: 2027 Biennium Objectives, Goals, Strategies and Measures

Focus resources on completing transformational projects and activities that foster vibrant and sustainable communities across Montana.

Provide outreach and support to Montana communities to meet their planning, community facilities, infrastructure, and economic development needs.

Provide excellent customer service to communities
requesting community development assistance,
and target proactive outreach to high-needs, low-
capacity, and higher low- and moderate-income
(LM1) communities.

Fund projects that enhance Montana’s vibrant
economies.

Fund projects that preserve Montana’s vibrant
downtowns and historic value.

Partner with communities and community
development organizations to assess Community
MT (MCT) outreach, technical assistance, and
program funding at the local level.

Division
Administrator

Division

Administrator

Division

Administrator

Division
Administrator

Measure (internal notes re: measurement tools to be developed into
actual measures)

e 50% of targeted outreach to higher LMI and/or high-needs, and low-
capacity communities.

e CMT staff respond to 100% of communities requesting technical
assistance and grants for community development.

e Increase the number of in-person trainings held by 20%.

Funds infused/disbursed into Montana’s local economies via CMT
programs.

Dollars invested to protect/revitalize Montana’s main streets and historical
buildings.

e Number of grants awarded, by program, project type, community,
county, region, and number of Montana residents impacted.

e Create online community satisfaction and success story survey with the
opportunity for respondents to upload project photos and submit
additional requests for technical assistance.



COMMERCE Program 74 Housing MT: 2027 Biennium Objectives, Goals, Strategies and Measures

Objective/Mission: | Maintain Positive Employee Culture and Engagement

m Achieve at least 90% Housing MT employee response rate to leadership or other personnel surveys deployed by the Department

Internal Promotions
Year-Over-Year

Commerce is the most . . . . o
Develop consistent messaging managers and supervisors can deploy to encourage all employees to Housing Division

desired place to work in
respond with meaningful and candid feedback to leadership and other surveys Administrator
state government P g P y Reduced Turnover

Year-Over-Year
Objective/Mission: | Ensure Commerce’s housing programs are equitably available to all potentially eligible individuals and developers
m Identify and reduce or eliminate potential barriers impacting constituents from accessing or applying to housing programs

Strategy _m

. . . S . Revisions to
Reduce regulations in state = Identify and minimize or remove unnecessary state overlays to federal rental assistance programs, i ) .
. ) . . ) i Rental Assistance streamline Public
government (red-tape including assessment and adoption of new flexibilities under federal Housing Opportunity Through i )
s e o Programs Manager Housing Authority
relief initiative) Modernization Act of 2016

Administrative Plan



Multifamily Program Increase frequency of

Our work unites the state: Increase outreach to and communication with a broader range of stakeholders
no longer east and west, Manager and a.ttendanc? at.
urban and rural Identify, engage and provide technical assistance to underserved communities and special populations Housing Coordinating
limited capacity Team meetings
Our work unites the state: Increase outreach to and communication with a broader range of stakeholders ) ] o ) )
oo e e ] s Community Housing Finalize Fair Housing
’ Program Manager Equity Plan Strategies

Identify, engage and provide technical assistance to underserved communities and special populations
limited capacity

urban and rural

Objective/Mission: | All constituents and stakeholders engaged in Commerce’s housing programs receive exemplary and timely customer service

m Establish baseline metrics to measure current levels of customer satisfaction, including prompt and accurate routing of constituents calls and emails

Improve customer service,

Accountability and Deploy customer satisfaction survey to Homeowner Assistance Fund award recipients to establish ARPA Housing Customer Satisfaction
. y baseline performance results Program Executive Survey Results

efficiency

Improve customer service, . . . . . - . .

accpountabilit and Deploy customer satisfaction survey to Montana Board of Housing borrowers to establish baseline Mortgage Servicing Customer Satisfaction
. v performance results Program Manager Survey Results

efficiency

Improve customer service, Avaya phone

accountability and Assess call tree functionality and routing of phone calls and website-originated email Operations Manager reporting; Outlook for

efficiency tracking

Objective/Mission: | Improve the digital experience of Commerce housing program customers; Increase back-office efficiencies and Information System security



m Leverage existing and deploy new technology
_m

Bring the State of
Montana’s technology into
the 21° century

Bring the State of
Montana’s technology into
the 21° century

Bring the State of
Montana’s technology into
the 21° century

Bring the State of
Montana’s technology into
the 21% century

Increase utilization of and pursue enhancements for web-based applications (Montana Grants and
Loans ServiceNow portal)

Deploy new asset management software for enhanced monitoring of multifamily rental portfolio

Incentivize participants and landlords to utilize available technology tools for on-demand customer
service

Incentivize borrowers to utilize available technology tools for on-demand customer service

Community Housing
Program Manager

Multifamily Program
Manager

Housing Choice
Voucher Supervisor

Mortgage Servicing
Program Manager

100% of HOME, HTF
and CDBG
applications available
via portal

Representation in
core team for
enhancement
projects

Utilize system for task
management for at
least one funding
opportunity

Decrease # of manual
processes and excel
spreadsheets year-
over-year

Increase # of
participants and
landlords utilizing
AssistanceConnect
year-over-year

Increase # of
automatic payments



Bring the State of
Montana’s technology into
the 21% century

Bring the State of
Montana’s technology into
the 21 century

Explore ways to leverage information technology, data warehouse and electronic resource and referral
systems with partner state agencies (DLI, DOR and DPHHS)

Establish Master Servicer Data Transfer Workflow for Loan Purchases

Rental Assistance
Programs Manager

Homeownership
Program Manager

from borrowers year-
over-year

Execute new or
modify existing
agreements with
partner state
agencies for systems
access

Reduce mortgage
loan cycle time year-
over-year
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